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Penguin - The art of the sunset 


and German Language Sunset Training 
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Agenda 


e History of the languages 
° Overview and timelines 
° What happens June 30th? 
e What do the kids see? 
e What do we have to do? 
° What do we say’? 
e Will the madness ever end’? 
e Resources 
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The History 


Launch Date: November 3, 201 | 
Number of players: 722,470 


"i 2 Launch Date: February 6, 2014 


Number of accounts created: | 274,653 


Interesting fact: Russian was the first and 
only language launched that didn't use the 
latin alphabet and therefore has a different 
logo than every other language. 


Overview & Timelines 


Timeline & Schedule of Events: 
June 30, 2015 


e Sunset communication goes live 

e German & Russian memberships canceled and refunded 

° General game support stops 
September 2, 2015 

e German and Russian languages shut down and are redirected to English 
september 30, 2015 


Tis “DSNE 
° Billing Support stops INTERACTIVE 


What Happens June 30th? 


Disney Club Penguin in the German language 
will be closing Sept. 2, 2015 


~~ Oe Important Message about Club Penguin 
cencc.s — inthe German language 


BDhenry 


Disney Club Penguin in the German language 
will be closing Sept. 2, 2015 


——aa 


C2118 #='mportant Message about Club Penguin 
Dear GUEST NAME, in the German language 


Thank you for being a part of the amazing Club Penquin com 
and for your continued loyalty. 


Dheasp 


As Club Penguin focuses its efforts to create new experience 
online, Club Penguin in the German language will be closing 
2015. Until that date, penguins can log in to Club Penguin in @ 
and play. After that date, all penguins are invited to join other 
languages, English, French, Portuguese, and Spanish, with 
existing penguin accounts. The Club Penguin app in the Ge 
language will also be removed from the App Store and the Ga 
Play Store on Sept. 2, 2015 


Dear GUEST NAME, 


To learn more about Club Penguin closing in the German lang 
please find more information here 


Once again, thank you for being an important part of the Club 
Penguin community. 


Thank you for being a part of the amazing Club Penguin community. 


As Club Penguin focuses its efforts to create new experiences for kids 
online, Club Penguin in the German language will be closing Sept. 2, 
2015. Until that date, penguins can log in to Club Penguin German 
language and play. After that date, all penguins are invited to join 
other languages, English, French, Portuguese, and Spanish, with 
their existing penguin accounts. 


As of June 30, 2015 all current Club Penguin memberships 
purchased at clubpenguin.com/de in the German language will be 
canceled and the last payment on each account refunded in full. No 
further charges will be applied unless a new membership is 
purchased in English, French, Portuquese, or Spanish. As a special 
thank you, all current Club Penguin memberships in German as of 
June 30, 2015 will have free, unlimited access on our German servers 
until the language closes on Sept. 2, 2015 


Waddle on! 


Club Penguin Team 


Unsubscribe ConstactUs ornsofUse Privacy Policy 


lf you purchased your membership on your mobile device, additional 
stens are required for vour cancellation and refund. Please click here 


Communication: 


Email notifications sent to all German 
and Russian players 


Free players notified language Is 
shutting down 


Members notified their subscriptions 
have been canceled and their last 
payment refunded in Tull. 


NOTE: Members also get free 
membership access until September 2 
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What Happens June 30th? 


clus a tg We OS ite & Ap e U pd ates: 


Membership e German and Russian sites bannered 


e Create a penguin flow blocked on web and 
mobile. 


e Membership flow blocked on web and mobile. 
Including Gift Certificates. 


e NOTE: Membership card and gift certificate 
redemption will remain open. 


GAMES & CLOTHING, NEW 
QUESTS PETS & ITEMS CONTENT 
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GIFT CERTIFICATES | PURCHASE ONLINE 


Give the gift of Club Penguin membership! zesty B 12 Month 
It's easy. Choose a 6 or 12 month membership, fill out our secure C 5 Member ship 


online é nd receive a Gift Code via email. Gift Card code don't 
have expiry dates, so purchase one now and forward it via email 
whenever you're ready 


What Happens June 30th? 
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Beeaute KmtoYeBoe CNOBO MNK BONpOC, YTOOb! HAUTU OTBETbI 


» Aobpo noxkanosats B Kny6 nuHreunos! 


3eCb BbI CMOKeETE HaUTM OTBeTbI Ha 6HONbWMHCTBO BOSHMKAWLIMX BONPOCOB, KaACAlWLIUMXCA Kny6a 
NWUHFBMHOB. Hanuwute Baw BONPOC WAM KNWYeBOR COBO B CTPOKE NONCKa Bbibepute cant; “usu 
BbibepuTe CTaTbW0 M3 CNMCKa Hume! 


a U3s6panuble urpbl 


NacbnomaHua Crygua 
3BykKo3anucu 


Kny6 Nvkrevkos NpunoxeHne TOHKM Ha CaHKaXx 


Kny6a NVHrBYHOB 


NonynapuHpie 


Kak OYMCTUTb KS? 
Kak pewuTe TexHMuyeckylo npobnemy? 


eve byfet AU NOANMCKa aBTOMAaTHNNeCKH o6HosnaTeca? 


Nognucka Ha “Kny6 nunrennoe". 


Nonynapupie Tembl 


OTKPOM KNaACCHYeCKHe THEHMPOBOYHbIE 


3anannea Ml — TroneKo Ha canTe 
clubpenguin.com! 


Noywemy A He Mory BoMTH B “Knyb 
nworeanHos"? 


Novemy 8 urpe «Kny6 Nversvunoe» 


HYKHO CKaY4aTb MM YCTAHOBMTb Flash? 


Kak ity em aaa env“c 
“Kaye nverennos”? 


Kak AKTMHBMPOBAaTS YYSTHY!O 3aNVce 
moero pebeuKka? 


Kak ASM@HMTb MObO MlaTexHYyIO 
MHCopMauUHio MM MeTOs onnaret? 


Kak CMOHMTb Naponb? 


Hosoctu 


Tweets W Follow 


help.Disney.com Updates 


e German and Russian help sites bannered 


e Localized FAQ’s posted in German & Russian 
with instructions for cancelling, repurchasing, 
and answers to general questions about the 
closures. 


e Localized FAQ’s posted in English, Spanish, 
Portuguese and French answering general 
questions. 
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What Happens June 30th? 


(No Subject) General Game Support Stops 
can i ask u for a little help my friend dorabeast told me that ur giving one week membership code ; 
U(@m@a—< ° Auto responses will be sent from German and 
Russian support emails addresses directing 
Email v Ha Select a Template guests to the FAQ. 
From ‘support@clubpenguin.com" <support@clubpenguin.com> , e No game related questions will be answered 
Cc moving forward. 
*To | ® Rahul Chauhan x | a 
OO e Billing related emails will continue to be 
Bec SS. dave.sohnchen@disney.com x | answered until september 30th 
e Billing/membership related questions sent to 
ee support addresses will be reassigned to the 
ka OB BIUS| Hes Mize & billing queues and responded to. 
re. i= +E E || Font ~|| Size ~/|| Format . INTERACTIVE 


What Happens June 30th? 


Cancellations & Refunds 


e All active WEB memberships canceled and the last payment 
refunded (dated back to June 29, 2014) 


e MOBILE members instructed to contact GX for assistance 
with cancellations and refunds 


e iOS members must contact Apple 


e Android members can be canceled and refunded by GX 


e ALL German and Russian players that had membership in the 
last 90 days receive 60 days of comp time (both web and 
mobile) 
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Membership Page Play Page 
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Privacy Policy 


Pent 12 Month 
CLuUG Membership 


What will kids see? 


Membership Flow 


Attention Penguins, Disney Club Penguin in LANGUAGE will be closing Sept. 2, 2015. 


AB penguins are invited to prin other Language servers with Ther easting penguin accounts 
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Language Select 


ENGLISH ~ 


ee, eg a Me. me | ome Oe, BD 


Tee serene pew te ee eee Cny Cmte he nes ot BS ED De Ree Ree Bee (Cotween Comte VF 88) Comey Ree e OEE 
Va OR BO OIF 


Attention Penguins, Disney Club Penguin in LANGUAGE will be closing Sept. 2, 2015. 


All penguins are invited bo poet Other lasquage servers with thew exiting penguin accounts 


Canacsar Della: 


Attention Penguins, Disney Club Penguin in the 
[LANOVAGE) language will be chosing Sept. 2, 201% 


ONE MONTHLY MEMBERSHIP—UNLIMITED ACCESS 


ABOUT MEMBERSHIP 


Ore membentip gees undereted acces to ewerytheng in Che 


Pergquen 


Ac cov features @ afl Chub Penques agen 

Play (re Mere Qaeree aed Camm) fame Qaeett perines 
CoBext clothueg, Germ, and adopt up to 75 pets 
Uniervted accett fo new comtent every mort 


GIFT CERTIFICATES | PURCHASE ONLINE 


—— 
Give the gift of Club Penguin membership! : 
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a 
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MEMBERSHIP CARDS | BUY INSTORES 


Club Penguin membership cards make great gifts! 
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Enter your question or a keyword 


How do | change my billing information or payment method for Club Penguin? 
posted on 2014/08/25 


Need to update what type of recurning memberstp you have. or change your credit caro ~ dormation? 
Since we Gon slore your sensitive financial Iformafionong,.imm °. 5! .1 4,1.) Ger Dlling Getais 
Mowever updating your memberstup is easy ¢ you follow the steps below 


First you'll need to cancel your current memberstup Don't worry — no @ems., comms, or game progress wil be lost duning ths process! Even @ there 5 a gap 
between memiberstups, your Cfuid’s member-onty items wil be placed into storage. but will be taken oul as soon as the membership is renewed. 


if you repurchase before your nest billing date, there wil be no break in membership benefits 
To cancet 
1. Log in to your Parent Accoumt 
2. Solect a penguin 
3. Cick Cancel Membership 
Now, vied Our memberstep page to make & new purchase wih your updated imiormaton 
1 Select a meesberwhip package 
2. Enter your chad’s existing penguin name and password used to log into the game 
3. Click Go to Checkout 
4. Enter your updated béling informaton 


You won't be charged until your next scheduled bing dato 


See How do | cancel my Ciub Penguin membershig?, What is a Parent Accourt acd why do | seed one?, and What is the difference betewen 2 billing emai 
information, 


BOdrESS ANd aN ACcCOUM ernal address? tor more 


Was this article helpful? 


Ye © Me © 


Still looking for the right answer? 


Related articles 
How do I cancel my Club Penguin membership? 


Lean about the teo wayt you can cancel your subscription. 


How do | purchase a membership for my child's account? 
Learn more about Clio Penguin memberships 


How do I change my password? 
Learn how to update your pasywoed 


| just got a membersivp, so why can't | buy things? 
Learn more about Club Penguan membersnups. 


Loe’ More 


What will kids see? 


Create Flow 


Attention Penguins, Disney Club Penguin in LANGUAGE will be closing Sept. 2, 2015. 


All penguins are invited to join other language servers with their existing penguin accounts 
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Company Tere of Use Privacy Policy Contact Us Site Map AfSkates 


The service peowider for this site is Disney Canada Inc, located af 500-1628 Dickson Avenwe, Kelowna, Britivh Columbia, Canada VIV 9X1 
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Enter your question or a keyword 


How do | change my billing information or payment method for Club Penguin? 
posted on 2014/08/25 


Need to update what type of recurring membership you have, or change your credit caro ». formation? 


Since We don! Store your sensitive inancial monrnanonona,,.) ve ".) i BP. 4 de. | ll » ) four Omen Geren. 
However, updating your membership is easy if you follow the steps below 


First you'll need to cancel your current membership. Don't worry — no items, coins, or game progress will be lost during this process! Even if there is a gap 
. your child's member-only items will be placed into storage, but will be taken out as soon as the membership is renewed. 


If you repurchase before your next billing date, there will be no break in membership benefits. 


To cancel 
1. Log in to your Parent Account 
2. Select a penguin 
3. Click Cancel Membership 
Now, visit our membership page to make a new purchase with your updated information: 


1. Select a membership package 

2. Enter your child's existing penguin name and password used to log into the game 
3. Click Go to Checkout 

4. Enter your updated billing information 


You won't be charged until your next scheduled billing date. 


See How do | cancel my Club Penguin membership?, What is a Parent Account and why do | need one?, and What is the difference between a billing email 
address and an account email address? for more information 


Was this article helpful? 


Yes > No © 
Still looking for the right answer? 


Related articles 


What will kids see? 


Oops Flow 


\ ‘| About Membership 


tee 


——— 


Attention Penguins, Dinney Club Penguin in LANGUAGE will be closing Sept. 2, 2015 
AA penguins are invited to porn other anguage tervers eth thei exiting penguen accounts 


Learn ore | More 
“ee 
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CLUB Membership Blog Safety Parents Products Sono Help PLAY NOW 


Members 


Attention Penguins, Disney Chub Penguin in the 
[LANGUAGE] language will be closing Sept. 2, 2015. 


Leam More 


ONE MONTHLY MEMBERSHIP—UNLIMITED ACCESS 


ABOUT MEMBERSHIP 


One meerfentep ges aviewied access $0 ewerysthang in Club 
Perspan 


Access festures wn afl Chub Penguan apps 

Play are rune game and eann fare Quett prize 
CoBect Clothieg, Renn, and adopt up to 75 pets 
Uniereted acces: to new Comtent every month 


GIFT CERTIFICATES | PURCHASE ONLINE 


Give the gift of Club Penguin membership! 


MEMBERSHIP CARDS | BUY IN STORES 


Club Penguin membership cards make great gifts! 
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Enter your question or a keyword 


How do | change my billing information or payment method for Club Penguin? 
posted on 2014/08/25 


Need to update what type of recurring memberstup you have, of Change your Credit caro ~ formation? 
Sica We Gon! siore your sensitve ancal miomatonongd,.jm@ *. 5)... \ +.) ie Oey Gates 
However, updating your membersiup is easy @ you foliow the steps below: 


First youl need to cancel your current membership. Dont worry — no ems, coins, or garne progress wil be lost duning tts process! Even ff there is a gap 
between memberstups, your chiid’s member-only items wil be placed into storage, Dut will be taken oul as soon as the memberstup is renewed. 


if you repurchase before your neat billing date, there will be no break in membership benefits. 


Now, viell our membersip page to make a new purchase with your updated imermatios 
1. Select a membership package 
2 Erter Chiid s esting penguin name and password used th fog into the game 
3. Citk to Checkout 
4 Enter your updated bling information 


You won't be charged until your next scheduled tiling date 


See How do | cancel my Club Penguin membership? What is a Parert Accourt and why do | need one7, and What is the difference between a billing ead 
8ddress and an account ernal address? for more information 


Was this article helpful? 
Ya © No 
Still looking for the right answer? 


Related articles 


How do I cancel my Club Penguin membership? 
Learn about the two ways you Can Cancel your tubscrption 


How do | purchase a membership for my child's account? 
Leam more about Club Penguin memberships. 


How do | change my password? 
Learn how to update your patevord. 
learn more sbout Club Pengquan memberthiot | 


amc 


load More 


What do we have to do? 


German & Russian Sunset Answer Questions 
Overview e The most anticipated questions have been 
vSunset Schedule & Timeline documented and put into FAQ’s that you can 
pins Macaneaee direct guests to. Questions like: 
ee ° When are the languages closing? 
>FAQ's 
> Quick Text <Qomm ° Is this the end of CP’? 
>Phone Scripts <Q ° Dol get a refund? 
> Cancellation/Refund Walkthroughs 
> Salesforce Tagging ” Can | still play’? 
“Communications and User Flows e Phone scripts has additional questions that may 


>Pre-Sunset Emails come In as well as how to deal with trolls. 


>User Flows 


What do we have to do? 


German & Russian language sunsets 


For quick reference to sunset materials including FAQ's, scripts to use, and walkthroughs, 
please make your choice from the menu on the left. 


Mobile Cancellation & Refund Walkthroughs 


Below are the instructions for cancellation and refund requests for iOS and Android 
purchases. Web cancellations and refunds will be processed manually. 


Cancel iOS Memberships 


e 1j\OS memberships cannot be canceled 
automatically or through GX Tools. 


e Guests will be directed to contact us 


viOS >Android . 
an an ian e We can walk guests through cancelling 
Cancel Instructions | 9% Te) ee ela their device 


1. Visit the App Store on your mobile device. 
2. Select Featured at the bottom of the screen. , 
3. Scroll down and tap the Apple ID button in the lower left-hand corner. If you haven't e Refu N qd req U asts N eed tO be sent qd | rect ly 
signed in yet, tap Sign In. 

4. Tap View Apple ID. tO Apple 
5. Enter your password, then hit OK. 

6. Scroll down and locate Manage App Subscriptions. If you don't have any subscriptions, 

you won't see this option. 

7. Select your Club Penguin subscription. 

8. Move the slider to the Off position. 

9. Tap Turn Off to confirm. 


UA Available on 


@ iTunes 


What do we have to do? 


So 


10S vAndroid 


‘@-lre: -temmculerer-m Refund Instructions 


To refund a guest their Google Play subscription purchase do the following: 


i. 


Noon +> 


Verify the account through the Transaction ID in the Club Penguin email receipt 
(this will be a 2,3 or 4 digit code) — This is sent to the Parent Email associated with 
the penguin. Once the account is verified, you can cancel the subscription through 
GX Tools 


. Use the quick text called “Android Refund Request” to ask the guest for the 


following information in order to process the refund. Quick text below for reference: 


"To request a refund for your purchase, please provide the following: 1. Your full 
name as it appears in your Google Play account 2. Your email address as it 
appears in your Google Play account 3. Your Google Play order number 4. A 
detailed explanation of your request." 


. Write a ticket note and include the above info (full name on Google Play account, 


email address, order number and reason for refund) 


. Assign to the EN- Mobile Google Refunds queue 

. TL will process the refund and write a ticket note confirming the refund 

. TL will assign the ticket back the rep and change status of ticket to Waiting On Rep 
. Rep writes the guest back confirming the refund has been processed. 


NOTE: Refunds can be issued back to the last payment PRIOR to June 30, 2015. 


Cancel & Refund Google Play 
Memberships 


Guests will be directed to contact us to 
cancel and receive refunds for Google 
Play memberships. 


We can cancel in GX Tools 


TL’s can issue refunds from our Google 
Wallet account. 


ya Google play 


What do we have to do? 


cL_ue Membership Blog Safety Parents Products Apps Help 


GIFT CERTIFICATES | PURCHASE ONLINE 


apc te eee ye ——— 
nip, fill out o 


en am t 
— ave expiry da ~aihes aaa now and forward It va 
ll whenever you're ready. 


MEMBERSHIP CARDS | BUY IN STORES 


Assist with repurchasing: 


e Guests can repurchase on Web in a different 
language. 


e They can use their same account and everything will 
be the same. 


e To purchase in a different language, direct guests to 
the URLs listed in the FAQ: 


® For English: 
https://secured.clubpenguin.com/en/membership/ 


What do we have to do? 


About Membership 
One membership gives unlimited access to everything 
In Club Penguin. 


GIFT CERTIFICATES | PURCHASE ONLINE 


— gift of Club he se 
. Choose nip, fill ou 
wh form, and receive @ 8 it Ca ons a email. 
ion't have or a 50 purchase one now and forward ft via 
email whenever you're read y. 


MEMBERSHIP CARDS | BUY IN STORES 


— Penguin membership cards — ic9 
ership means more ways to cre ig = -” the 
20 : phere 


Membership Cards 


e We are unable to refund membership cards 
purchased at a retail store 


e If a guest asks for a refund, we will: 


* Encourage them to redeem their card in a 
different language 


° Recommend they go back to the retailer fo a 
refund 


° Talk to Dave to see if there is any other 
compensation we can provide them 


What do we say? 


German & Russian Sunset 


Overview 
v Sunset Schedule & Timeline 


Support Resources 


>Support address auto response 


>FAQ's 


> Quick Text 
>Phone Scripts 
>Cancellation/Refund Walkthroughs 


> Salesforce Tagging 


Communications and User Flows 


>Pre-Sunset Emails 


>User Flows 


FAQ’s 


All FAQ’s have been translated so you can see 
exactly what will go on help.disney.com 


Use the FAQ’s as a resource to help answer 
questions. 


URL's are provided on confluence so you can 
also direct guests there as well. 


© 


Dienep 
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What do we say? 


German & Russian Sunset Quick Text 
e These are the responses that will be In 
| Bumet Scheie S Tending Salesforce for you to quickly put in email 


Support Resources res DO nses. 


a nee i e In addition, cancellation instructions for iOS and 
Android subscriptions are available already so 
you can quickly address these questions. 


>Phone Scripts 


>Cancellation/Refund Walkthroughs 


> Salesforce Tagging 


© 


| ! Dienep 
Communications and User Flows INTERACTIVE 


>Pre-Sunset Emails 
>User Flows i 


What do we say? 


German & Russian Sunset Phone Scripts 
Overview e These are additional questions and responses 
an nS that you may receive phone calls about. 


_Support Resources ° Most are duplicated from FAQ’s and Quick Text 


>Support address auto response 


e This also provides examples of how to deal with 


>FAQ's 

> Quick Text trolls who are prank calling. 

>Phone Scripts gers 

>Cancellation/Refund Walkthroughs Note: If there are questions that you want me to 
a ae | document, please let me know and I'll add them 


“Communications and User Flows to the confluence page. 


>Pre-Sunset Emails 


>User Flows 


Will the madness ever end ?4 


September 2, 2015 


e German and Russian languages shut down and are redirected to English 
° Billing 
september 30, 2015 


° Billing support stops and phone support is turned off for German and Russian 


‘Disney 
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Resources 


e Confluence Page 
° Everything we covered can be found on the German/Russian sunset page 
° Search “German & Russian Sunset” 
° Bookmark tt 

e Peers & Team Leads 


° Lean on your peers or Team Leads to help with questions you receive 
through email or phone 


e Me 


° Don't be afraid to ping me on Lync or email if you have questions or you're 
not sure how to respond to a guest’s question. 


Questions? 


Disney 
INTERACTIVE 


